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Some Banks Are Leveraging Big Data Successfully
Knowledge@Wharton: Banks must know they’re sitting on a potential goldmine, which hasn’t quite been mined. 
Are they getting closer to understanding how to use it?

Steven Lewis: I think they are. It’s a fairly slow evolutionary process and some are much further ahead than 
others. And, interestingly, in some of the emerging markets, you’re seeing a number of banks -- Brazil is quite a 
good example -- where a number of banks there are, perhaps by virtue of the fact they are newer, haven’t got lots 
of really old legacy infrastructure. They have been able to harness some of the newer technology out there, not 
only in terms of data capture and data analytics, but also, in terms of providing access to products and services 
through mobile devices, through next-generation ATM machines. All of that means that the banks are moving 
forward.

The interesting thing is that there’s the passive data that customers give by virtue of the transactions, but 
then there’s also the active data that they provide as part of the basic banking relationship. And the recent 
global consumer survey that we did showed very clearly that customers are very willing to provide banks with 
information that goes beyond the sort of basic regulatory level, if it means they’re going to get a better service; if 
it means they’re going to get more targeted products and services.

It’s not about selling, it’s about providing a better service. Customers are actually also willing to keep that updated 
and to make sure the banks have current information -- willing to provide active data. There’s all this passive data. 
The issue for a lot of banks, particularly in the developed markets that have huge legacy infrastructure -- often as 
a result of mergers and acquisitions over a period of years – is trying to create this framework that gives them 
access to data that enables them develop analytics to support decision-making. It is a big challenge.


